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The Tale of  the Microfiche
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*In order to protect the guilty, models were used for the following images.
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Satisfied vs. Highly Satisfied Patrons
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What Should We Train On?
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The Customer Journey: Before
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The Customer Journey: After
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The Moment of  Truth
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• What You Did
• Why it Was Good
• What, What, Why
• What You Did
• What You Should Have 
Done





Culture of  Assessment
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Thank you!
• Questions?
• Contact Me
• aperrine@onlib.org
• SlideShare: 
amandaeperrine
• LinkedIn: 
amandaeperrine
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